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Abstract 
The objective of this study was to develop situational and simulation tools for the selection of staff working in call centres. A 
pilot study was conducted involving 60 people, employees in multinational company in Bucharest. Research results have shown 
that both the situational test as well as the simulation one show predictive value. In conclusion, the instruments can successfully 
be used in the selection of call centres employees. 
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1. Theoretical framework 
Recruitment and selection is an important part of human resource management, as it fulfils an essential condition 
for the establishment and operation of an organization: permanent provision of work force to fill various positions 
within an organization (Schmidt & Hunter, 1980, 1998; Johnson, 2003; Salgado, 2003; Tett,  Jackson & Rothstein, 
1991; Barrick & Mount, 1991; Chraif & Anitei, 2010; Chamorro-Premuzic & Furnham, 2005). Human resource 
selection is the process of choosing, according to principles and criteria applied by the organization and the human 
resources department, the most suitable candidates to fill vacancies so as to lead to the development and reshaping 
of the organization (Stanciu, 2001). 
Two elements must be considered in the selection of personal: criteria and predictors. The criterion is a standard 
by which we evaluate job performance, vocational success or failure, skills, attitudes, motivations, etc. (Virga, 2004 
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as cited Pitariu, 2003). It goes without saying that we want to hire people from which we expect to obtain the best 
performance, but work performance involves several aspects: for example, some people may be very meticulous, 
while others may work very fast, making it difficult to hire the right person relying on only one or another aspect of 
the criterion. The professional selection criterion variable can be constructed from previous work performance or 
results of work samples (Virga, 2004 cited in  Pitariu and Albu, 1996). To use scientific methods of selection criteria 
specific job knowledge is necessary. Performance measurement of the criterion is performed through the collection 
of results in professional respect, according to criteria (Virga, 2004 cited in Pitariu, 1983). The predictor relates to 
the elements related to criteria. A predictor is any variable used to predict a criterion. Pitariu and Albu (1996) 
mention that the same variable can play the role of criterion in a situation and the role of predictor in another 
situation. 
Virga (2004) cited in Pitariu (2003) states that a validation study is a difficult task. This requires, firstly job 
analysis and job requirements based on work setting analysis. These results can be used to develop criteria for the 
job and for choosing predictors. Firstly data is collected to verify if chosen predictors are valid. Valid predictors will 
form part of the organizational system for selecting future employees. Determining the degree to which a given 
criterion depends on a predictor involves the development of validation studies to demonstrate this link. To achieve 
these studies, both criterion and predictor variables should be measurable. Specifying work performance criteria are 
often contaminated by underestimating the actual validity of selection methods and the use of weak criteria. 
Robertson and Smith (2001) say that these problems can be overcome by choosing them carefully, based on the 
work or the use of models of performance at work. 
Boman and Motowidlo (1993) distinguishes between work task performance (which is translated as the 
efficiency with which the employee performs activities formally recognized as part of the service) and contextual 
performance (which is the manifestation of pro-social behavior, which proves the wellbeing of individuals or groups 
in the organization, such as altruism, kindness and personal development). Work performance evaluation usually 
takes two forms: measuring outcomes or behaviors specified by organizational regulations or evaluations provided 
by other people on the employee. 
2. Objective and Hypotheses 
2.1. Objectives 
x The objective of this research is primarily to build a situational test with predictive value that can be used to 
engage in call-center. Most situational tests have over twenty positions. The number of such positions increases 
or decreases over time, the concentration of the subject, there being a risk of committing errors due to fatigue. 
The present test consists of six specific situations which a call center employee faces almost daily. 
x The second objective is to build a simulation test with predictive value that can be used to hire staff in call-
centers. 
2.2. Hypotheses 
H1: Situational tests have predictive value for call center employment. 
H2: Simulation tests have predictive value for call center employment. 
3. Method 
3.1. Participants 
The research was conducted on a sample of 60 subjects randomly selected from among Elicom company’s 
employees. Subjects stated that they will participate in a research aimed at validating situational and simulation 
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samples, samples that can will used in call center employment. In terms of gender, 19 male subjects and 41 female 
subjects took part in the research. 
3.2. Instruments 
The usage of situational tests are based on the assumption - either explicit or implicit - that discrimination ability 
varies from candidate to candidate, and that this ability can be measured. Situational tests for the inbound 
department and the outbound department are based on real-life situations faced daily by the calls an operator 
receives, but the results of these tests must not correlate with seniority in the firm, as these tests measure decisional 
capacity and not the knowledge of workers. Each test has a total of six questions which were in fact problematic 
situations with which the new employee will face currently at work. 
The samples were four possible answers, as follows: 
• The right solution 5 points, 2 points acceptable solution, that solution least preferred 1 point, the solution not 
acceptable under any circumstances 0 points. The maximum score the subject could obtain in this test was 30 points, 
and the minimum score is 0 points. Tests are paper-pencil type. The test was not against the clock, subjects being 
able to allocate as much time as the wanted to each question. 
The situational samples for the inbound department. 
Given that these operators have on average eight applications with which they operate simultaneously, the items 
for the situational tests were made on an application which accounts for 60% of all calls, ie the PHD application. 
The situational test looks like this: 
PHD situational tests 
Ex.  Situation  1:  The  customer  wants  to  order  a  Rodeo  pizza,  but  this  product  is  only  available  in  Pizza  Hut  
restaurants. How do you react? 
The samples for the situational outbound department. 
The questions of the test are in fact very common situation an outbound agent sales department faces. Every day 
he meets customers who must be convinced of the need for product, which are defensive, which refuses to 
communicate, customers needing particular attention, the flexibility and power of persuasion from the agent for the 
sale to be completed successfully. Situational test is as follows: ex. Situation 1: The client does not understand that 
some of the minutes shown are only available in Orange, but believed to be valid in another network. How do you 
react? 
Simulation tests for outbound and inbound department.  
These tests were composed of an observation grid containing indicators of the quality and accuracy of the 
conversation, both for the inbound department and outbound department. The part that targets the quality of a 
conversation consists of three main indicators: speech, tone and behavior, and the part targeting accuracy of 
conversation consists of five major elements: obedience, presenting the offer, treating objections, technical 
conversation and end of the call. 
3.3. Procedure 
 The 67 randomized subjects were brought in a conference room where the experimenter spoke about the research 
and its purpose, that the research data will be kept confidential and will be statistically processed, not used for other 
purposes. After subjects clarified any doubt they might have had, they were handed the informed consent. At this 
time,  7  of  the  67  subjects  chose  not  to  participate  in  this  research  for  fear  that  the  data  will  be  used  for  other  
purposes, which could jeopardize their job. This fear was mentioned by the subjects of their own initiative, not 
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forced in any way to reveal the reasons for refusing to participate in the study. Research continued with the 
remaining 60 subjects who signed the informed consent. The test was completed at the beginning of the day, when 
subjects were rested mentally and physically, so as these issues not influence research results. The conference room 
where the subjects took the situational test was provided with natural light, constant temperature, there were no 
external noises and was provided with comfortable seating, so there were no disturbing stimuli to influence the test 
results. 
 Subjects entered the conference room in series of five and were positioned so as not to be influenced by the 
responses of other colleagues. After the test, they went back to the support department they belonged to. Apart from 
this situational test, subjects were administered a simulation test. 
 This test was designed as a form of observation and was later complemented by the experimenter. The latter 
provided the calls to the test subjects. For each subject the situational test was completed following a single call that 
belonged to the research participant, a randomly selected call from the database. We chose this method, rather than 
simulating a call, as the method is a fast and efficient one in the sense that there is no risk that the subject change 
their attitude knowing he is in a testing situation. 
4. Results 
Hypothesis 1: used situational tests have predictive value.
To test this hypothesis simple regression was used. 
Table 1. Summary of linear simple regression on Job Performance 
Variable R2 ¨ R2 ȕ
Job Performance 
Model 1 .10 .09 
Situational Test score -.32 
The predictive model is significant whith F(1,58) = 6.92, resulting that the situational test is valid. In Table 1 it 
can be seen that the Situational Test Score is a predictor of Job Performance (ȕ = -.32, p =.011). In conclusion, the 
research hypothesis which argues that the used situational test has predictive value is accepted. 
Hypothesis 2: simulation test has predictive value 
To test this hypothesis simple regression was used. 
Table 2. Summary of linear simple regression on Job Performance 
Variable R2 ¨ R2 ȕ
Job Performance 
Model 1 .68 .68 
Simulation Test score -.32 
The predictive model is significant whith F(1,58) = 127.34, resulting that the simulation test is valid. In Table 2 it 
can be seen that the Simulation Test Score is a predictor of Job Performance (ȕ = .82, p = .000). In conclusion, the 
research hypothesis which argues that the used simulation test has predictive value is accepted. 
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5. Conclusions 
Following this research it is shown that the created situational test has predictive value and can be used in call 
center employment. However, further research should be conducted with larger samples, so as the results to be 
conclusive. Also, the used simulation test has no predictive value. In future research, a Likert scale with five steps 
should be used, to make scoring simple and eloquent. Also this test should be applied on a larger sample, in order to 
have a higher predictive value. It is also indicated that the simulation test to be applied directly subject, and not by 
listening to the call, this is possible but only if applied to potential candidates for the job. One of the study 
limitations is the few number of participants used.  This research can be the starting point for further research 
regarding the prediction of job performance in Romania.  
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